



































it   is  of  paramount   importance   to   them.  Despite   the   importance  of  understanding   the 
relationship   of   service   quality   and   information   systems,   this   research   has   not   been 











2001).  Therefore,  quality  of services  provided by an organization  has  emerged as  an 
important   area   of   research.   In   practice,   service   organizations   are   continuously 
endeavoring to improve their quality of service as it is of paramount importance to them 
(Berry and Parasuraman, 1997). The improvement of the quality of services is one of the 






et  al,  2001).  Several  studies on information  systems (IS) service quality  (Jiang  et  al, 
2000; Jiang, Klein, and Carr, 2002; Kettinger and Lee, 1997;  Kettinger and Lee, 1999; 
Pitt et al, 1995; Pitt et al, 1997; Van Dyke et al, 1997; Van Dyke et al, 1999; Watson et  
al,   1998)   have   been   conducted.   Studies   have   also   investigated   the   total   quality 
management (TQM) of system development (Ravichandran and Rai, 1999; Ravichandran 
and Rai,  2000).  Still,   these  studies  have  not  addressed   the   issue  of  how information 
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user satisfaction (King and Rodriguez,  1978; Srinivasan,  1985). However,  there is  no 
consensus among IS researchers on the conceptualization and operationalization of IS 











Van Dyke  et al, 1999; Watson  et al, 1998). One of these models (Pitt  et al, 1995) has 
been criticized for ignoring several factors (Stylianou and Kumar, 2000). Total Quality 





The purpose  of   the  case  study  is   to   investigate  how  information  systems   impact   the 
service   quality   of   the   organization.   In   order   to   understand   the   conceptualization   of 
information   systems’   impact   on   service   quality,   one   method   is   to   ascertain   the 
perceptions of the practitioners of information systems of their work on service quality 
dimensions.   Customer   contact   employees   or   service   employees   are,   in   effect, 





The   conceptual   model   is   based   on   DeLone   and   McLean’s   (1992)   taxonomy   of 








factors.   System   quality,   information   quality   and   employee   IT   characteristics   affect 
service   quality   indirectly.   Technical   support   influences   the   service   quality   directly. 
System quality, information quality and employee IT characteristics affect employee IT 











Service   quality   is   the   extent   to  which   a   service  met   the   expectations   of   customers 
(Gronroos, 1982;  Parasuraman, Zeithaml and Berry, 1985; Reeves and Bednar, 1994). 
Researchers   have   proposed   several   dimensions   and   approaches   to   service   quality 
(Gronroos,   1982),   the   most   widely   used   and   accepted   being   those   proposed   by 
Parasuraman, Zeithaml, and Berry (1988). 
Service   quality   has   five   dimensions   and   it   has   been   developed   into   an   instrument 
(Parasuraman, Zeithaml, and Berry, 1988). The five dimensions are tangibles, reliability, 
responsiveness,   assurance,   and   empathy.   The   literature   (Babakus.   and  Boller,   1992; 
Cronin  and Taylor,  1992;  National  Research  Council,  1994;  Parasuraman,  Berry and 
Zeithaml,  1993)   reveals   that  perceptions­only   scores   are   superior   to   the  perceptions­
minus­expectations   difference   scores   in   terms   of   reliability,   convergent   validity   and 
predictive validity. Therefore, a perception only measure of service quality was employed 
for   this   research.   Another   conceptual   problem   with   SERVQUAL   concerns   the 
applicability   of   a   single   instrument   for   measuring   service   quality   across   different 







have been used  in previous  studies.  Decision effectiveness  has been used (Chervany, 
Dickson, and Kozar, 1972). Efficiency of task completion, which is a measure of speed of 
completion,   has   also   been   used  with   different   variations   in   studies   (DeBrander   and 
Thiers, 1984; Sanders and Courtney, 1985). Other measures such as decision confidence 







the  system’s  overall  performance,  which  can  be  measured  by   individual  perceptions. 










and   Pearson,   1983;   Mahmood,   1987;   Miller   and   Doyle,   1987;   Srinivasan,   1985), 























The purpose  of   the  case  study  is   to   investigate  how  information  systems   impact   the 
service   quality   of   the   organization.   In   order   to   understand   the   conceptualization   of 
information   systems’   impact   on   service   quality,   one   method   is   to   ascertain   the 
perceptions of the practitioners of information systems of their work on service quality 
dimensions.   Customer   contact   employees   or   service   employees   are,   in   effect, 





some   real­life   context”   (Yin,   1984,   Pg.   13).   In   the   first   phase   of   the   case   study, 
preliminary information from secondary sources was collected about the electric utility 
industry. The subject of the case study was finalized after some preliminary research on 





Semi­structured   interviews  were  conducted   in   this  phase of   the study  to  explore  and 
understand the research model. Before the on site interviews, phone interviews were also 
conducted   to   improve   the  design  of   the   study.  The   author   conducted   field   visits   to 















and  Pare,  2003;  Lee,  1989;  Orlikowski,  1993;  Sarkar   and Lee,  2002;  Shanks,  1997; 
Silverman, 2001; Silverman, 2000; Walsham, 2002; Walsham, 1995; Yin, 1994).
Case Study
Duquesne   Light   is   an   electric   utility   which   serves   about   0.6  million   customers   in 
southwestern  Pennsylvania.  Duquesne  Light,  whose   origin   dates   back   to   1880,  was 
engaged   in   the   production,   transmission,   distribution   and   sale   of   electric   energy. 
Recently, it has sold its production activities and is now a “wires” company. Its service 




Information   systems   are   used   in   a  wide   range  of   activities   at  Duquesne  Light.  The 
information   systems   range   from   Energy  Management   Systems   (EMS)   to   Customer 
Advanced   Reliability   Systems   (CARS).   In   the   recent   past,   Duquesne   Light   has 
undertaken several initiatives in information systems and one of the major initiatives has 
been CARS. 


























down  [or]   if   it   does  not  give   them what   they  need   [or]   if   it   gives   them  the  wrong  
information­ it effects their performance.”












them more effective  and efficient.  The employees  are  also more confident  about   the 
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immediately  know his/her phone number and as soon as  the customer representative  
answers the phone they get the customer information on the screen [of the computer] –  
account, name, status etc. – right then and there.” This enhanced information enables the 








the   system.   The   adaptability   of   the   employees   towards   information   systems   also 







































Now a  lot  of   the   times   the  company will  deal  with  major  circuits  but   there  will  be  
somebody will be down at the end of the road, who will be out and you do not know they  
are out because they have not called you to tell you that they are out or they did not call  
you   to   tell   you   that   they   were   back   on.   And,   of   course,   this   capability   we   can  







case   is  a  meter   reading  system,  a  system  that  we  have.   If   you  are  getting  accurate  
readings, those readings are very accurate, a 100% accurate at best, then, you do not  
have any billing  errors  and then your quality  of   the system is  very good. Now,  if   it  
deteriorates to 95% or 90% accuracy then your system may still run but you will get  











when you might have an outage.”  These predictive  systems enable   the employees  to 
improve  their   IT performance and,   therefore,  provide  better  and  faster   service   to   the 
customers.





















































The   IT   characteristics   of   the   employees   are   important   to   the   performance   of   the 









to   do   so   and   it   helps   them   in   doing   their   job  better.  Thus,   favorable   employee   IT 
characteristics do impact the service quality in a positive way.  
Technical Support and Service Quality 
The   technical   support   provided  by   the   firm   to   its   employees   usually   influences   the 
services that the firm provides. Technical support is a service provided to the employees. 
Although,   it  directly  and greatly   influences   the  services   that   the  firm provides   to   its 
customers.  
The   quality   of   technical   support   has   to   increase   as   the   needs   of   the   users   change. 
Technical   support  people  will  have   to  have   the  ability  and knowledge  to  be  able   to 
provide a higher level of support. Duquesne is in the process of moving into this stage. 
As the manager of MIS, says, “As the needs of the user/customer change, we are moving  
towards   an  Enterprise   Support  Center.  As  more   and  more   advanced   resources   are  
22




























department,   employees  who   take   the   phone   calls,   is   a   good   example   of   [how]   the  
information that you get out of the system is helping the employees to provide better  




The manager  of   IT and customer  service  says   that   the responsiveness  of  service  has 
improved considerably because of better employee IT performance. This illustrates how 















is  a   remote  data   terminal   in  our   trucks,  which  creates  a  mobile  work   force,  where  
information is right to them. They do not have to get it by phone, come back write the  







importance  in  critical   tasks  like outage management,  where  this  system is  also being 












the   development   of   a  model   that   explains   how   information   systems   effects   service 
quality.  The   framework   suggests   factors   of   information   systems   that   impact   service 
quality   directly   and   the   factors   that   impact   service   quality   indirectly.  The   case   has 
demonstrated that system quality,  information quality  and employee IT characteristics 
influence   employee   IT   performance,   which   in   turn   influences   the   service   quality. 
Therefore, it is important to note that a change in service quality of an organization can 


















provide   service,   hence   negatively   impacting   service   quality.  Thus,   technical   support 
effects service quality directly. A modified framework can be used to explain how service 
quality is effected in other service organizations as the impact varies based on service. In 
the   case   of   electronic   services,   a  modified   version   of   this   framework   can   be   used, 
although, the exact framework will depend on the type of service being delivered. 
27
In organizations   in general  and service organizations  in  particular,   it   is   imperative  to 
maintain  or   improve   the   level  of   service.  As   the  case  has  discussed,   system quality 














explains   the   relationship   between   IT   and   service   quality   can   be   developed.   Other 
researchers in the electric utility industry should conduct further empirical and theoretical 
studies.  Qualitative  and quantitative  data   should  be  used   to   improve   the   framework. 
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the first   research model   that  elucidates   the impact  of  information  systems on service 
quality. The results showed that IS impacts service quality directly as well as indirectly. 
The indirect impact of IS on service quality is through the individual level. The study 
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